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RIDE Performance (T) 


= Customers have continued to see poor performance in October 


» While high-level performance has been somewhat similar to last year, 2016 
performance had already recovered by mid-October 


= On-time performance (OTP) continues to miss the 90% threshold 

= Customer complaint levels are high 

= Too many trips arrive more than 30 minutes late 

= Number of customers experiencing missed trips remains higher than target 
= Trips are down year over year, indicating a lack of confidence in the system 


= System efficiency has not met expectations to date 
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Performance Dashboard October 30, 2017 (T) 


OTP (% within 15 min) 
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Although high-level performance is not far off from last 
year’s, customers continue to feel the impact of poor service 
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Performance Dashboard October 30, 2017 (T) 


Customer Complaints (per 1,000 trips) 
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Complaints continue to be above expectations and last 
year’s results 
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Performance Dashboard October 30, 2017 (T) 


Greater than 30 Min Late (per 1,000 trips) 
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Trips arriving greater than 30 minutes late are trending 
upward 
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Performance Dashboard October 30, 2017 


Missed Trips (per 1,000 trips) 
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Missed trips continue to impact customers and their ability 





to rely on The RIDE 
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Performance Dashboard October 30, 2017 (T) 


Total Trips (thousands) 
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7% fewer trips year over year since the GLSS transition can 


be attributed in part to a lack of system reliability 
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Performance Dashboard October 30, 2017 (T) 


Productivity (Registered Trips per Revenue Hr) 
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Productivity is above pre-TRAC levels, but still short of 





expectations 
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Actions Underway to Improve Performance (T) 


Since the current performance of our vendor is not acceptable, the MBTA has 
taken the following actions to improve service for our customers: 


= Close monitoring of GCS operations, including on-site presence 


= Continued MBTA investment in staff/consultant support to improve 
operations 


= Instituted daily calls with GCS’ CEO to review performance and discuss 
upcoming improvements 


= Continued postponement of Veterans Transportation transition into 
TRAC until TRAC performance improves 


= Increased available hours to serve customers via new driver shifts bids 
by both GLSS and NEXT 
= GLSS’ bid went into effect this weekend 
= NEXT’s bid is being reworked based on driver feedback 
= Work is under way to provide additional support via a pilot with taxi 
companies as well as a new RFP for ridesharing services 
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